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“Food and beverage services are considered one of the main contributors to a customer’s lodging experience.” (Rutherford and O’Fallon, 2006)
    This term, in Food and beverage - Hotel operations module we started learning about the complexity of operations that take place daily in a restaurant/ hotel and the roles and responsibilities of the staff working in these establishments. Having worked before in restaurants and in the Food and beverage department of hotels and cruise lines some of this information was not new to me, from a practical point of view. But from a theoretical point of view, all data and information are useful, as everything I have learned about the job was hands on, not studying. And because I want to run my own B&B, I want to have a successful business and be the best manager.
   Starting from the bottom, cleaning tables and refilling salt and pepper shakers on cruise ships, I acquired the experience and knowledge necessary to advance, and I found myself as Restaurant manager of a Ramada hotel, leading a team of 10 people and that was probably the best experience. Regardless of the size of the business, a hospitality team will have operational staff - waiters, bar servers, cooks, runners and managerial team - supervisors and managers. Each role comes with its own responsibilities and as Cousins and Weekes (2020) state “any successful food service operation requires all elements to work as a whole: service personnel working together with chefs and the menu and wine and drink lists being in harmony with the food.” They underline the importance of the role of all staff in the success of the business as their professionalism, skills and attention to detail and guests needs make a major difference. AA Rosettes and Michelin Stars are awards given not to a particular individual but to the establishment as whole, highlighting the achievement as a teamwork. The restaurant manager and head chef work closely to develop the menu, order the necessary supplies, organise and train the waiters and kitchen staff to deliver the highest standards of service. 
There is a common mistake made by a lot of people who consider that anyone can work in a restaurant, wait on tables or serve drinks. During my years of working in hospitality I realised how wrong they were. You can’t just go to a table, present a menu, take the orders and serve the food. You have to make a connection, be friendly and always offer service with a smile, even if you had a bad day or personal issues. Working in an office, you could hide behind your screen and still do your job, but when you work in a customer facing role you need to put everything behind and focus on the customer’s experience. When working as a Restaurant manager in a Ramada hotel franchise in my country, I used to pay a lot of attention to my staff, be aware of their mood, know their strong and weak points and make sure they did their best on duty. I was very proud when we got good feedback from our guests, from people who took part in events we organised - conferences, weddings, private parties - and I made sure to let my staff know as well. This way they felt appreciated, rewarded and it gave them more confidence in what they were doing. Our Employee of the month scheme rewarded the person who went above and beyond their duty to assist our guests. The winner got a certificate and a cash prize during a small ceremony with all hotel’s employees.
 According to online magazine Modern Restaurant Management “hospitality has recently been named the most stressful industry to work in” so it would be crucial that we, as future managers, learn how to listen to and manage our employees. We want happy staff, satisfied with their jobs, so they can, in turn, deliver outstanding customer service.  We should organise wine tastings and menu sampling for our staff, so they get extensive knowledge of the restaurant’s offering, this way they can use suggestive selling and increase revenue (Walker and Walker,2013. p.270). 
The Caterer (2022) states there are around 400 000 vacancies in the post-pandemic hospitality sector. The online magazine promoted a major advertising campaign launched recently by Hospitality Rising with support from top chefs, targeting young people in order to tackle the staffing crisis and help regenerate and revive industry.

    During these difficult times, exceptional customer service and staff retainment are the crucial ingredients to create customer satisfaction and loyalty. We as managers, through effective communication have the necessary tools to ensure our staff are happy in their jobs and this way they can make our customers happy and loyal to our brand.
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